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1.0 OBJECTIVE 

This procedure describes the process of extended services such as calibration of water meter, promissory 

note, and granting of discounts as per RA 9994. 

2.0 SCOPE 

This procedure covers all the extended services of TWD to all concessionaires of Tanza Water District 

(TWO) within its service area. 

3.0 DEFINITION OF TERMS 

3.1 Calibration - is a comparison between the reading of a device and that of a standard, The process 
which establishes is to check the accuracy of the water meter. 

3.2 Promissory Note - is a written, signed, conditional promise to pay a certain amount of money on 
demand at a specified time. 

3.3 RA 9994 - an act granting additional benefits and privileges to senior citizens, further amending 
RA no. 7432, as amended, otherwise known as "Act to Maximize the Contribution of senior 
citizens to Nation Building, Grant Benefits and special Privileges and For other Purpose. 

3.4 SRF (Service Request Form) - entails the description of customer's details and the nature of 
services. 


4.0 REFERENCE DOCUMENTS 

4.1 Control of Documented Information Procedure 

4.2 Citizen's Charter of Tanza Water District 

4.3 Tanza Water District (TWD) Operations Manual 

4.4 Implementing Rules and Regulations of RA 9994 

5.0 RESPONSIBILITY AND AUTHORITY 

5.1 The Customer Service Assistant shall assist all TWD Concessionaires in the implementation of its 

extended services. 
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5.2 The Customer shall be responsible to provide all pertinent data related to execute the TWD 
extended services. 

5.3 The Customer Service field personnel shall fulfill the entire services associated with the Customer 
Service Assistant endorsements. 

5.4 Other concerned divisions who shall be guided to complete the execution to render the extended 
services to all TWD concessionaires. 


6.0 PROCEDURE DETAILS 

6.1 Processing of Request for Calibration 


Process Flow 
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Process Description 


Shall greet the concessionaire with a smile and 
issue a queuing number and precede the 
customer to the Customer Service Assistant. 

Note: 

(First come-first serve basis) 


Shall inform the Customer Service Assistant 
(CSA) on the calibration process. 


Shall discuss to the customer the calibration 
process and issuance of service request form. 

Note: 

See Work Instruction - calibration. 


Shall ask for the details of account. 

Note: 

The customer must present a copy of his 
Statement of Account (SOA) and present his 
identifications. 
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of details 
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Shall validate the documents presented by the 
customer and shall prepare a service request 
form (SRF). 

Note: 

The CSA shall fill-in the data in the SRF and the 
customer must sign the SRF acknowledging his 
request. 
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Shall confirm to the customer the date of 
calibration. 


Note: 

If related fees are applicable, see Wl ■ 
payments. 


accepting 


Shall conduct water meter calibration according 
to Work Instruction - Water Meter Calibration 
and prepare the calibration results and 
recommendations 


Shall recommend action. 

Note: 

See Wl 


Shall send back the SRF to the CSA. 


Shall encode the details from SRF to the CSS and 
update the status in the records. 


Shall file the SRF for reference. 
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6.3 Promissory Note 
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6.0 


REPORTS 


Reports 

Frequency 

Responsible 

1. Summary of Calibration 
Records 

Monthly 

CSA 

2. Summary of application 
of Senior Citizen 

Discounts 

Monthly 

CSA 


7.0 PERFORMANCE INDICATORS 

7.1 All calibration service applications are implemented and reconnected. 

8.0 ATTACHMENT AND FORMS 

8.1 Service Request 

8.2 Notice of Calibration 

8.4 Customer Service System (CSS) Record 
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SERVICE REQUEST FORM 


Account Name: Date: 

Service Address: Current Meter No: 

Account No: Contact No(s): 


No: 
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TANZA WATER DISTRICT 


NOTICE OF CALIBRATION 


Date: 


Name: 

Prepare! 

i by: 

Address: 



Reading before 
testing: 

Reading after 
testing: 
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Nature Of Request: 
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Meter No: 
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Calibrated by: 
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